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Foreword 

The Resource Management Tool (RMT) Help Desk User’s Guide provides “how to” instructions for the 
RMT Help Desk application. Additionally, it covers a basic overview of RMT to help you get started. 
This document does not cover the application’s System Administrator functions. 

RMT Help Desk is a Web-based application developed and maintained by the Army Data Center, 
Fairfield (ADC-F). 
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1  Introduction to RMT Help Desk 

1.1 RMT Help Desk Overview 
The primary purpose of the Resource Management Tool (RMT) Help Desk is to give users a 
central place to report all types of issues throughout the organization, for example, application 
bugs. The RMT Help Desk, however, does not track projects or release management cycles, but 
all work that is to be included will be initiated through this tool and have a link to it. 

RMT Help Desk is a Web-based application that currently allows the following groups of 
individuals to enter tickets: 

• Users – The general user community that enters issues. 

• Subject Matter Experts (SMEs) – These individuals are contractors in the field and they are 
experts on the RMT application. As such, they are familiar will all modules. SMEs will be the 
first tier responders and will review all initial input and will attempt to resolve the problem. If 
they cannot resolve the issue, the ticket will be either assigned to another SME that may have 
additional experience in that area or forwarded to the Headquarters Help Desk (HQHD). 

• HQHD – These individuals will attempt to resolve the issue or they may determine that the 
ticket needs to be transferred out of the RMT Help Desk application development team for 
either data adjustment or a programming change. 
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The following illustrates the RMT Help Desk process. 

 
A user, SME, and the HQHD can create a ticket in the RMT Help Desk. When a new ticket is 
created, it is automatically routed to the primary Major Command (MACOM) SME. The SME 
logs on to the RMT Help Desk and opens the ticket.  

Note:  A new ticket is automatically marked as OPEN once any MACOM or Headquarters 
Department of Army (HQDA) SME views the ticket. 

The SME can either complete the ticket or assign the ticket to someone else.  

If the SME does not complete the ticket, the SME will either route the ticket to another SME or 
refer it to the HQHD. The HQHD is responsible for reviewing the tickets to determine if the issue 
should be routed to AWPS – RMT (Automated Software Improvement Request or AutoSIR) or 
AWPS – RMTi for action. Once the HQHD has the ticket, they can either complete the ticket or 
transfer the ticket. A ticket is transferred to an AutoSIR if the ticket falls into any of the following 
criteria: 

• Changes to software 

• Data issues 

• Enhancement requests 
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• Other technical issues 

 
If the ticket does not fall within the AutoSIR criteria, then the ticket will be assigned and tracked 
in the RMT Help Desk until resolution. If the ticket falls within the AutoSIR criteria, then it will 
be assigned a new AutoSIR. The HQHD ticket will have a reference the AutoSIR and the 
AutoSIR will also have a reference to the HQHD ticket. 

Note:  This user’s guide does not cover the AutoSIR process for ticket creation. 

 

1.1.1 Email Notifications 
The RMT Help Desk application can be configured to send email notifications to the 
appropriate individual. When a new ticket is created in the RMT Help Desk, an email is 
automatically sent to the creator of the ticket and the primary MACOM SME. This is the 
default configuration. 

Once the ticket is opened (viewed) by the SME or the HQHD, email notifications are sent 
to the creator of the ticket and the SME whenever there is a change to the ticket’s status. 
The typical status cycle of a ticket is as follows:  

Note:  A ticket can be reopened anytime. As a result, the cycle can change. 

New > Open > Hold (optional) > Transfer (as appropriate) > Complete 

If the ticket is transferred to AWPS – RMT, the ticket will have its own AutoSIR number. 
There will be a reference to the AutoSIR number in the RMT Help Desk ticket and the 
AutoSIR will have a reference to the RMT Help Desk ticket number. 

 
1.2 Role Types 

Users are assigned one of the following roles in the RMT Help Desk: General user, Subject 
Matter Experts (SMEs), or Headquarters Help Desk (HQHD). Your role type determines what 
functions you can perform in the RMT Help Desk.  

The following table describes the role types and the associated application privileges: 

Role Type This role can… 

User • Create and view tickets 

• Edit their own tickets 
• Close their tickets 

SME • Create and edit any tickets 

• Open tickets to view the details 
• Assign ticket severity 
• Complete tickets 
• Assign tickets 

• Close tickets 

HQHD • Create and edit any tickets 

• Open tickets to view the details 
• Assign ticket severity 
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Role Type This role can… 
• Complete tickets 

• Close tickets 
• Reopen tickets 
• Route or transfer tickets to an AutoSIR: AWPS – 

RMT or AWPS – RMTi 

 
There is also the System Administrator role for whoever maintains the RMT Help Desk 
application itself. The System Administrator has administrative rights to the application.  

Note:  The System Administrator role is not covered in this document. 
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2  Accessing RMT and the General Layout 

Access to RMT Help Desk is through your existing Army Workload Performance System (AWPS) 
account with a pre-assigned user ID and password.  

Note:  If you do not have an AWPS account, go to https://www.awps.army.mil/ and click the New User 
Request link. Complete the New User Request form. 

 
2.1 Logging on to the RMT Help Desk 

To log on to the RMT Help Desk, perform the following steps. 

1. At the AWPS login page, enter your user ID and password, and then click Begin Login. 

The Applications page appears with two links for RMT Help Desk. 

 
 

Clicking the RMT Help Desk link will take you to a CCB page that lists all Army VCMs. 

Clicking the VCM link will take you directly to the RMT Help Desk application. It is 
recommended that you click the VCM link. 

Note:  The user’s guide will refer to the application as “RMT Help Desk.” 

 
2. Click the VCM link. The main RMT Help Desk page appears. 

 
 

You are now logged on to the RMT Help Desk. 

 
2.2 General Layout 

Once you have logged on to the RMT Help Desk, the main RMT page appears. (See the above 
figure for an example.) 
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There are two rows of “toolbars” at the top of the page that allow you to “browse” and “filter” 
data on the main page (or data window). Below the toolbar is a numerical summary of tickets. 
Below the summary row is the data window that displays a list of tickets. 

This section describes the general layout of the main RMT Help Desk page. 

 

2.2.1 Browse Toolbar 
The browse toolbar allows you to perform different actions in RMT. Following is the 
browse toolbar area. 

 
• Refresh button – The application does not automatically refresh if changes are made 

to specific data (for example, MACOM). However, the system will refresh 
automatically when changes are made to the ticket’s status or its assignment. To 
refresh your screen and view the updated data window, click this button. 

• Search field and button – This field allows you to enter a value to search against. The 
application will search against the Task/Issue, Comments, Saved Remarks, and 
Subject fields of all tickets. Enter your search criteria and then click Search. A list of 
tickets matching your search criteria appears in the data window. 

• Open field and button – This field allows you to search for a specific ticket. Enter a 
numerical value and then click Open. The application searches for a one to one 
match. If a match is not found, a message box appears. If a ticket is found, it is 
returned in a new window that displays the ticket. 

• New button – Click this button to create a new ticket. 

• Report button – Click this button to generate an ad hoc report. In the new window 
that appears, you can select and remove columns for your report. You can also set a 
filter criteria. 

• Print button – Click this button to print the list of tickets in the data window. 

• Export button – Click this button to export the tickets in the data window to a 
Microsoft Excel file. 

• Help button – Click this button to launch the PDF file of this document, “RMT Help 
Desk User’s Guide.” 

 

2.2.2 Filter Toolbar 
Below the browse toolbar is the filter toolbar. The filter toolbar allows you to narrow the 
tickets in the data window. Following is the filter toolbar area. 

 
• Reset button – If you applied a filter to the data window, you can reset the results in 

the data window by clicking this button. 

• MACOM list – This drop-down list allows you to filter the list of tickets in the data 
window by the major commands. For example: ALL, ACA, TRADOC, and etc. The 
default value is ALL. 
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• Mod list – This drop-down list allows you to filter the list of tickets in the data 
window by the RMT module. For example: Funds Control and Manpower. The 
default value is ALL. 

• Stat list – This drop-down list allows you to filter the list of tickets in the data 
window by the following statuses: 

− ALL – Displays all tickets.  

− NEW – Only displays tickets that have a status of NEW. 

− OPEN – Only displays tickets that have a status of OPEN.  

− ALL OPEN – Displays tickets that have a status of OPEN or HOLD. 

− OPEN/NEW – Displays tickets that have a status of OPEN or NEW. This is the 
default view. 

• Type list – This drop-down list allows you to filter the list of tickets in the data 
window by the problem type. For example: ALL, Data, Other, and Software. The 
default value is ALL. 

• Asgn list – This drop-down list allows you to filter the list of tickets in the data 
window by individual assignment. The default value is ALL. 

• GenBy list – This drop-down list allows you to filter the list of tickets in the data 
window by who requested the ticket. The default value is ALL. 

 

2.2.3 Ticket Summary 
Below the browse and filter toolbars is a row that displays a summary of tickets. This row 
is a breakdown of all tickets in RMT Help Desk.  

 
 

In the above figure, there are 100 new tickets (NEW), one ticket on hold (HOLD), and 
16 open tickets (OPEN). Within the open tickets, there are three tickets with a critical 
severity level (Cri), six tickets with a high severity level (hig), and five tickets with a 
medium severity level (Med). This is the severity as determined by the HQHD. 

There is also a Logout button to the far right. 
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2.2.4 Data Window 
Below the summary of tickets is the data window that displays tickets. 

 
 

The tickets are color-coded based on the following: 

• Critical severity – Light pink 

• High severity – Orange 

• Medium severity – Yellow 

• Low severity – Green 

• Transferred – The button to the far left is blue. 

The severity level assigned by the HQHD determines the color of the ticket. The 
assignment supersedes the SME and user severities. If the HQHD did not assign a 
severity level, then the system will look at the severity level assigned by the SME to 
determine the color code.  

 
The data window provides the following information on tickets: 

• TKT column – The ticket number. The ticket is color-coded based on its severity. 

• Subject column – The subject of the ticket. 

• Day column – The number of days the ticket has been opened. 

• Stat column – The status of the ticket. For example, OPEN or NEW. 

• GenBy column – The name of the individual that generated the ticket. 

• MACOM column – The MACOM name. 

• Module column – The module the ticket applies to. 

• Type column – The type of problem that is being reported. 

• Usr column – The severity level set by the creator of the ticket. This is color-coded 
based on its severity. 

• SME column – The severity level set by the SME. This is color-coded based on its 
severity. 

• HQ column – The severity level set by the HQHD. This is color-coded based on its 
severity. 
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• Assn To column – The name of the individual that is assigned to the ticket. 

• AutoSIR column – If the ticket is transferred to an AutoSIR, the information about 
the new AutoSIR is listed (severity level and status) and the button to the far left is 
blue. The column is blank if the ticket is not transferred to an AutoSIR.  

 
Each column in the data window can be sorted. Click the header name to sort the column 
in ascending order. Click the header name again to sort the column in descending order. 
You can also hide columns by deselecting the check box to the left of the header name. 
To view the hidden column, select the check box again. 

 
2.3 Ticket Statuses 

The state of a ticket changes in the following order: 

• New – When a ticket is created, its first state will be NEW. 

• Open – When the ticket is viewed (or opened) by the SME, the state of the ticket will become 
OPEN. This occurs when you simply open the ticket. 

• Hold – The ticket will be in HOLD status if the HQHD needs to do further research. This 
occurs if you click the Hold button in the ticket. 

• Transfer – If HQHD deems that the ticket should be routed to AWPS – RMT, the Transfer 
button in the ticket is clicked. The state of the ticket is remains OPEN in the RMT Help 
Desk. The ticket appears in the main RMT Help Desk page with a blue button to the far left. 

• Complete – When the ticket is resolved, the state of the ticket will be COMP for complete. 
This occurs if you click the Complete button in the ticket. 
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3  Creating a Ticket 

Using the RMT Help Desk application allows you to directly report issues such as bugs (program 
anomalies), data, and software issues. Tickets can be created by anyone with access to the RMT Help 
Desk.  

To create a new RMT Help Desk ticket, perform the following steps. 

1. At the main RMT Help Desk page, click New in the browse toolbar. 

The RMTHELP ADD HELP TICKET window appears. 

 
 

Note:  Fields with an asterisk (*) are required. 

2. At the MACOM: drop-down list, make sure the appropriate MACOM name for the reported issue is 
selected.  

You can have more than one MACOM name if you have more than one affiliation. Otherwise, you 
will only see one in the list. The system automatically selects the MACOM for you based on who you 
work for. 

Note:  Each MACOM has a primary SME designated. The ticket is automatically assigned to the 
SME. 

3. In the Subject: line, type in the specific issue you are reporting. This should be a descriptive title for 
the issue being reported. Use words that will aid in future searches and to link this issue to others like 
it. 
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4. At the Severity drop-down list, select Critical, High, Medium, or Low, based on the following 
criteria:  

• Critical: An issue that creates a work stoppage. 

• High: An issue that has a workaround, but the workaround is difficult and/or time consuming. 

• Medium: An issue that has a workaround or a question of policy or how the system works. An 
enhancement that improves system usability fits this category. 

• Low: An issue that increases user’s productivity or improves organization, but it does not change 
the functionality. It can also be general questions or detailed information to transmit to others. 

5. In the Reported By field, enter the name of the individual reporting the issue. 

6. At the Module drop-down list, select the affected RMT module. 

7. At the Sub-Module drop-down list, select the affected RMT sub-module. 

8. At the Type drop-down list, select a problem type of the issue. 

9. In the Task/Issue box, enter a description of the problem. Provide as much detail as possible so that 
the SME can work the issue without the need to contact you. 

10. In the Comments box, enter any additional comments that pertain to the ticket. 

11. If you have an attachment to include with the ticket, select the Check box if you have attachments 
to add check box.  

You are encouraged to add attachments. This is where you would attach screen shots and etc. 

Note:  You can always return to the ticket at a later time to add an attachment. 

12. Click Submit.  

Depending on if you selected the attachment check box, one of the following occurs: 

• If you did not select the Check box if you have attachments to add check box, the following 
pop-up box appears.  

 
 

This box displays the ticket number. Make a note of this number, as you will be asked to 
reference this in all email and correspondence with the SME and the HQHD. 

Clicking OK brings you back to the main RMT Help Desk page. Your ticket is submitted. An 
email notification is generated and sent to the SME informing them of a new ticket. The creator 
of the ticket also receives an email notification. 

Note:  If you do not see the newly created ticket, make sure the Stat filter is set to ALL or NEW. 
You may also need to click Refresh in the browse toolbar. 
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• If you selected the Check box if you have attachments to add check box, the RMTHELP 
Ticket Detail window appears for you to add an attachment. 

 
 

This page is only for adding an attachment to your ticket. You cannot edit any of the fields. 

To add an attachment at this page, perform the following steps. 

a. At the Add attachment field, click Browse. 

b. Locate the file, and then click Open in the Choose File window. The file is attached to the 
ticket. 

c. Click Send. 

d. To add additional attachments, repeat steps a through c. 

e. Click Exit. The main RMT Help Desk page appears. An email notification is generated and 
sent to the SME informing them of a new ticket. The creator of the ticket also receives an 
email notification. 

Note:  If you do not see the newly created ticket, make sure the Stat filter is set to ALL or 
NEW. You may also need to click Refresh in the browse toolbar. 
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4  Viewing a Ticket 

Once a ticket is in RMT Help Desk, you can view the ticket and changes its status as appropriate. This 
chapter describes the different buttons and additional fields in the ticket’s detail view. This chapter also 
describes how to open, close, and transfer a ticket. 

 

4.1 Buttons in the Detail View 
A ticket has static buttons at the top of the window.  

 
 

Clicking a button will do the following: 

• Transfer – This button is only visible to the HQHD. Clicking this button will transfer the 
ticket to AWPS – RMT, and it will also add a button that links the ticket with the AutoSIR. 

• Track – Opens a new window that displays a history of all activities for the ticket. For 
example, status or priority changes. You can click this button to see where the ticket has 
been. The following is an example of the tracking window. 

 
 

You can export the information into Microsoft Excel by clicking the Excel button.  

• New – Opens the RMTHELP ADD HELP TICKET window for you to create a new RMT 
Help Desk ticket. 

• Print – Allows you to print the ticket’s detail. The following is an example of the print 
window. 
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• Exit – Brings you back to the main RMT Help Desk page. 

 
Below the first set of buttons at the top of the window are buttons that will change the status of 
the ticket.  

Note:  Buttons will appear dimmed based on the state of a ticket. See “2.4 Ticket Statuses” for a 
description of the different ticket states. 

 

 
 

The color of the Detail bar at the top reflects the severity of the ticket. In the above example, the 
bar is green that means the ticket has a severity level of LOW. 

• Cancel – Click this button to cancel the ticket. The ticket’s status will be CANC. 

• Hold – Click this button to change the status of the ticket to HOLD. The ticket can be held if 
the HQHD needs to do further research on a ticket. 
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• Reopen – If the ticket is complete, the HQHD can reopen the ticket by clicking this button. If 
a ticket is reopened, it will require a comment to be entered that details the reason for 
reopening the ticket. 

• Open – This button is only visible to SMEs and the HQHD. Click this button to open the 
ticket. This acknowledges that the ticket is under review. User can see this button but it will 
appear dimmed. 

• Complete – Click this button to close the ticket when the issue is resolved. 

• Save – Click this button to save any changes you make to the ticket. 

• Hide – Hides the ticket detail. The button will change to Show if you click the button. To 
show the details again, click Show. 

 
4.2 Opening a Ticket 

Once a ticket has been created in the application, the ticket is routed to the primary SME for 
review. When the primary SMEs clicks on the ticket to view the detail, the status of the ticket is 
automatically marked as OPEN.  

The HQHD will determine if the ticket will be transferred to AWPS – RMT for further action.  

A SME and the HQHD can view a ticket through several ways at the main RMT Help Desk page: 

• Click on the color-coded dot in the data window. 

• Enter a specific ticket number in the open field on the browse toolbar. Click Open. 

 
If you are not the primary SME for the ticket and want to mark a ticket with an OPEN status, 
perform the following steps. 

Note:  This only pertains to SMEs that want to open a ticket that is not assigned to them. 

1. Click on a ticket in the data window or perform a search to bring up the ticket. 

The RMTHELP Ticket Detail window appears. 

Note:  This window is similar to the details window for adding an attachment during the 
initial creation of a new ticket. Some additional fields now appear in this window. If a 
field appears dimmed, you cannot edit the field. 
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The following is the lower half of the screen. 

 
 

The following are fields that appear in the RMTHELP Ticket Detail window: 
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• User MACOM – The MACOM name. 

• Subject – The descriptive title for the issue being reported. Use words that will help in 
searching and grouping similar tickets. 

• User, SME, and HQ Severity fields – The severity level as assigned by the user, SME, 
and HQHD. 

• Duration – How many days, hours, and minutes have elapsed since the creation of the 
ticket. 

• Opened – Identifies if the ticket is new (original) or reopened. 

• Reported By – The name of the individual reporting the issue. 

• Attachments – Any attachments associated with the ticket. The Add Attachment area 
allows you to add an attachment. See “4.3 Adding an Attachment to a Ticket” for more 
information.  

• Last Updater – The individual that “touched” the ticket last. 

• Generated By – The name of the ticket’s creator. The name can be different from the 
Reported By name because the generator of the ticket could have created the ticket on 
behalf of someone else. 

• Module – The affected RMT module the ticket is reporting. 

• Sub-Module – The affected RMT sub-module. 

• Type – The type of issue. 

• Applies to – Allows you to select another MACOM that the ticket may also apply to. 

• Assigned to – The area the ticket is assigned to. 

Clicking the Email button allows you to create and send an email with all of the ticket’s 
details. The following box appears when you click Email. 
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• Last Updated – The date and time the ticket was last updated. 

• Creation Date – The date the ticket was created. 

• Initiator Task/Issue – Issues or tasks reported by the creator of the ticket. 

• Initiator Comments – Additional comments by the creator of the ticket. 

• Remarks – The Add button allows you to add remarks to the ticket. To add a remark, 
click Add. In the pop-up box that appears, type your comments and click Save. The 
remarks appear in the Saved Remarks box. There is a 4,000-character limit. The remarks 
will be stamped with the date and time, and the user’s name will be added as a reference. 

Note:  Remarks entered by the HQHD cannot be edited by a SME. 

• Saved Remarks – Additional remarks that was added to the ticket. There is a 4,000-
character limit. Only the HQHD can edit this field. 

• SME Review – The HQHD enters any additional information in this box. There is a 
4,000-character limit. 

• SME Solution – The HQHD enters the solution to the ticket in this box. There is a 4,000-
character limit. 

2. Click Open. 

3. If you are a SME, define the severity of the ticket by selecting from the drop-down list. 

4. If you are the HQHD, define the severity of the ticket by selecting from the drop-down list. 

5. At the Assigned To drop-down list, select a name. This will assign the ticket to the 
individual. 

6. Enter any comments in the Initiator Task/Issue, Initiator Comments, Saved Remarks, 
SME Review, and SME Solution boxes. 

7. Click Save.  

The main RMT Help Desk page appears. Notice that the status of the ticket is now OPEN in 
the data window. 

 
4.3 Adding an Attachment to a Ticket 

After a ticket has been created, you can return to the ticket to add attachments. Attachments can 
be added to tickets that are not in COMP or CANC state. SMEs and the HQHD can add 
attachments to any ticket. A user, however, can only add attachments to tickets they have created. 
You can attach any file type to the ticket, and there are no limits to the number of attachments 
you can add to a ticket. 

To add an attachment to a ticket, perform the following steps. 

1. Click on a ticket in the data window or perform a search to bring up the ticket. 

The RMTHELP Ticket Detail window appears. 

2. At the Add Attachment field, click Browse. 

3. Locate the file, and then click Open in the Choose File window. The file is attached to the 
ticket. 

4. Click Send. 
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5. To add additional attachments, repeat steps 2 through 4. 

6. When you are done, click Exit. 

 

4.3.1 Viewing, Saving, Removing, & Printing Attachments 
You can view, save, remove, and print attachments in a ticket at the RMTHELP Ticket 
Detail page. If there are multiple attachments in the ticket, you need to select the specific 
attachment from the Attachment drop-down list. 

 
Select the attachment from the Attachment drop-down list, and then click one of the 
following buttons next to the list.  

• View – Opens the attachment.  

Note:  On some computers, you may have to press the Control key when you click 
this button. 

• Save As –Opens the attachment and allows you to save it. 

• Delete – Deletes the attachment from the ticket. 

• Print – Prints the attachment. 

 
4.4 Closing a Ticket 

A ticket is marked as “complete” when the ticket has been resolved. Perform the following steps 
to close a ticket. 

1. Click on a ticket in the data window or perform a search to bring up the ticket. 

The RMTHELP Ticket Detail window appears 

2. Enter any comments in the Comments, Saved Remarks, Review, and Solution boxes. 

3. Click Complete. 

The main RMT Help Desk page appears. Notice that the status of the ticket is now COMP in 
the data window. 

 

4.5 Transferring a Ticket to AWPS – RMT 
Tickets are routed to the HQHD for review. The HQHD is responsible for reviewing the ticket to 
determine if the ticket stays within RMT Help Desk or is routed to AWPS – RMT. Tickets are 
usually routed or transferred to AWPS – RMT if the reported issue is a data issue, software issue, 
and other technical issues. 

To transfer a ticket from RMT Help Desk to AWPS – RMT, perform the following steps. 

1. Click on a ticket in the data window or perform a search to bring up the ticket. 

The RMTHELP Ticket Detail window appears 

2. Enter any comments in the Comments, Saved Remarks, Review, and Solution boxes. 

3. Click Transfer. 
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The following window appears. 

 
 

4. At the Destination Project drop-down list, select a project. 

5. Click Transfer. (To cancel the transfer, click Cancel.) 

The main RMT Help Desk page appears. Notice that the status of the ticket is still OPEN in 
the data window. The status does not change when it is transferred. The button to the far left 
is now blue. The ticket will have an AutoSIR reference ticket number (an AutoSIR) within 
AWPS – RMT.  

An AutoSIR button will appear in the RMTHELP Ticket Detail window.  

 
Clicking the button will take you to the AutoSIR. As updates are made to the AutoSIR, the 
following fields in the RMT Help Desk ticket are automatically updated with information 
from the AutoSIR: 

• Saved Remarks 

• SME Review 

• SME Solution 

 

4.5.1 Resolved AutoSIR 
When the issue is resolved in AWPS – RMT, the AutoSIR is closed in AWPS – RMT. 
The status of the ticket in the RMT Help Desk is still OPEN. When the AutoSIR is 
closed, the ticket in data window at the main RMT Help Desk page is updated. The data 
window will look like the following: 

 
 

The AutoSIR column will indicate that the status of the AutoSIR is COMP for complete. 
A SME or the HQHD will need to manually go into the ticket in RMT Help Desk to close 
it or take further action as required. 
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